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From 
Insights to 
Influence

PTC:



is the Senior Director of Customer Experience  

at PTC, a global leader in product lifecycle

management software.

Namrata leads Voice of Customer at PTC, driving how customer

insights shape strategy, decisions, and action across the enterprise.

She focuses on moving beyond listening to delivering measurable 

business outcomes from customer feedback.

Namrata Wadhwa



3333

PTC is a  global software                                      

company serving industrial and

manufacturing organizations.
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Intelligent Product Lifecycle Software

PTC AT A GLANCE

Headquartered in Boston, MA

Operations Across 35+ 

Countries

Global Partner Ecosystem

$2.25B
ARR*

7,000
Employees

~$20B
Market Cap

40 Years
of Innovation

~25% to 30% from partners

*2.25B as of the end of Q4ô24

Fast Facts

Global Leader
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POWERING INNOVATION ACROSS INDUSTRIES

Aerospace & Defense Automotive Industrial Electronics &High Tech Consumer
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VOC EVOLUTION

2024

Fragmented  

ÅInconsistent 

ÅManual

ÅLow -confidence signals

ÅLimited visibility for PTC teams

2025

Unified 

ÅCentralize listening on Qualtrics

ÅRedesigned NPS baseline

ÅWin-Loss interviews

ÅOptimize existing touchpoint 
listening 

ÅClosed -loop  execution

2026

Intelligent 
ÅExpand and scale listening  

ÅUnify structured and unstructured 
feedback into a single unified 
intelligence layer

ÅInfuse AI -driven analysis (VoC AI 
agent) to surface themes, risks, and 
opportunities at scale
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Renewal Journey 

Churn & Downgrade

Community Feedback

Omni -channel Support    

Support Case Notes 

Onboarding

Coming Soon

Structured

LISTENING MOSAIC ACROSS THE CUSTOMER JOURNEY 

DISCOVER IMPLEMENT ADOPT SUPPORT GROW

Aware, Consider, Decide Onboard, Plan, Implement  Service, Support Renew, Upgrade, Churn, Strengthen 

Post -Implementation

Product CSATs 

Community Intercepts

Who do we listen to: Decision Makers, Buyers, Champions, IT Admins, 
Procurement Leads, End-Users, GTM PTC Teams

Unstructured

ADVISORY

BOARDS

GLOBAL

NPS

PRODUCT

SUGGESTIONS

EXECUTIVE 

ENGAGEMENT

Briefing Center Visits

Win/Loss Interviews



But PTC

Evolving System Landscape

Distributed Data Ownership Competing Enterprise Priorities

Decision Complexity at Scale

ǎǘƛƭƭ ŦŀŎŜŘΧ

Shared Accountability Across Teams



the data 
dilemma

Resolving

Behavioral, Operational 

and  Experience is created 

and stored in numerous

places.

O P E R A T I O N A L
{ O }  D A T A

B E H A V I O R A L
{ B }  D A T A

E X P E R I E N C E
{ X }  D A T A

HOMEGROWN SYSTEMS

HOMEGROWN WEB

ANALYTICS SYSTEM



The
Change



We start with
the problem.



Sentiment & revenue relationship

PTC
Areas of
Exploration


